
It’s not just about making sure the breakfast queue is short or that hotel occupancy is high. Inspiring your employees, delighting your 
guests, and balancing the needs of your many suppliers are key parts of an average day in a hotel. In many ways it’s like running your 
own business. You have plenty of independence to manage your budget and there is room to be innovative and creative in the way you deliver 
solutions that are specific to your market.

However, you also get to network with hotel owners and other IHG colleagues who will support and challenge you in order to ensure you are successful.

You don’t need to have been a GM before, but you will need the following skills and experience as a minimum:

- the ability to lead and engage a diverse and multi-skilled team to deliver great service
- excellent financial planning 
- knowledge of how to manage sales and marketing activities to drive the bottom line results
- experience of working in a fast moving operational environment

Whether it is the excitement of a hotel opening or the passion of watching your team grow and develop, being an IHG General Manager will give 
you all the satisfaction and career development you want. If you are a customer focused individual with a real passion for people then we want 
you to join us and help us deliver great hotels guests love.

If you want to read more about what it’s like to be a GM then view James, Gabrielle and Martin’s profiles.
Or visit www.ihg.com/careers to find any General Manager vacancies we may have.

James
General Manager, Refresh Programme, Holiday Inn Shanghai Vista 

“I’ve worked at many international hotels in various city and resort locations around the world, 
This diverse knowledge of hotel management and its challenges helped me get selected to pilot 
the Holiday Inn Refresh Programme in Shanghai.

I originally joined IHG in 2002 as the Executive Assistant Manager at the Holiday Inn Lido 
Beijing, the first Holiday Inn in China. I then spent two years at Holiday Inn Lido before 
transferring to the InterContinental Shanghai Pudong as Hotel Manager. I was then promoted 
to General Manager of Holiday Inn Shanghai Vista in April 2007. It was here that I took the hotel 
through the successful first implementation of Holiday inn Refresh Program for Shanghai. 

The Refresh Programme demanded a clear focus on brand standards and ability to lead and 
develop the team. I must have got something right because the project helped to raise  the 
hotel’s Guest Satisfaction Tracking System score from 79.1% to 89.5%. It’s a result that has 
been widely recognised and celebrated throughout IHG.

I’m keen golfer, runner and a busy family man.  I really enjoy living in Shanghai with my wife 
and son. It’s such an exciting place to live.  I’m now looking forward to a fresh challenge. I’ll 
soon be returning to the InterContinental Pudong Shanghai where I’ll be leading a new team.”

At IHG we plan to open around 1,800
hotels over the next few years. At the 
very heart of each of these opening is 
a dedicated General Manager 
role modelling the way.

Brad
Holiday Inn Hotels & Resorts



Martin
A General Manager from outside the industry

“I joined the hotel industry because I thought it would make an exciting change from retailing, 
and to this day I’ve got to say, it hasn't disappointed. Although my initial perception of being 
a General Manager was actually very different to what my role has turned out to be, I am still 
very glad I made the change. 

If you look at typical TV programmes, they glamourise the business, presenting a luxurious 
hotel lifestyle. In reality, most guests would rather be in the comfort of their own homes unless 
of course, they are on holiday. What gives me a buzz is making a guests’ stay as enjoyable 
and hassle free as possible, so staying at my hotel is like being at a home from home.

One of the reasons I have been successful in making the transition to my role here is that the 
retail and the hotel industries demand similar skills. Strong people management and a clear 
focus on sales will get you a long way. There are some differences and learning new financial 
measures like revenue per average stay can prove a challenge, but as long as your organisation 
gives you the support you need to learn and you're not too shy to ask, you can easily adapt.

Even though my first impressions were not the reality, I’ve stayed here because I love being 
able to motivate and empower my team to deliver a great hotel. Coming from outside the 
industry has meant that my team and I have learned things together. I’ve encouraged my 
team to take on more responsibility while they have taught me everything I need to know 
about the hospitality industry. I am now incredibly proud of my team and what they deliver.

From the perspective of an outsider, I have also been able to add real value by challenging 
the norm within the organisation. As I don't know the history of decisions that have been 
made in the past, I see things a bit differently. Having a fresh pair of eyes is valued and 
appreciated here.

Most importantly, I am given the freedom to run my business my way. There is no one way 
of doing things at IHG, I can make my own decisions on a daily basis and that gives me the 
control I need to make my hotel successful. As I am now managing my 4th IHG hotel now, I 
must be doing something right.”

Gabrielle
GM for the launch of Hotel Indigo Atlanta, USA

“Opening Hotel Indigo in Atlanta was not just opening a hotel it was launching a completely 
new brand. When I first found out about Hotel Indigo I fell in love with the concept. The design 
felt just like home and I was excited by the prospect of having the freedom to influence the 
direction of both the hotel and the brand.

When you are running a hotel most of the procedures and systems are already in place, you 
just need to tweak them as you go along. Opening a hotel is totally different. It means drawing 
on everything you’ve learned throughout your career. It’s up to you to establish all the policies 
and procedures. 

The opening of Indigo was something that had never been seen before. There was an extended 
period after the opening where it was all about educating guests and employees about the 
concept. Keeping a flexible approach was crucial as all kinds of details were constantly changing 
right up to and beyond the opening. You have to have strong marketing skills and it’s really 
important to motivate your team through the ups and downs.

We all worked extremely long hours to meet short turnarounds and constant deadlines and 
to navigate around all the unforeseen obstacles. As we were converting an historic 1923 building 
there were also lots of construction issues that hit us in the course of the project. The fact that 
we were working with contractors who have a different work ethic from most of us in hospitality 
industry did not help either.

In the end we found that we had created not only a great new brand but also a very inspiring 
team. I had the opportunity to work with key people at IHG who both sought and valued my 
opinion, and importantly, gave me very positive feedback. It was a fantastic feeling to know 
you have the support of the IHG group behind you. When the doors finally opened for business 
there was some great press surrounding the event and a real feeling of celebration throughout 
the company. I don’t think I’ll ever quite match the sense of accomplishment.” 


